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CONTEXTUAL HELP WITH AN
APPLICATION

CROSS-REFERENCE TO RELATED
APPLICATIONS

This application 1s a continuation of U.S. application Ser.
No. 14/704,538 filed May 5, 2015, entitled “Contextual Help
within an Application,” which claims priority to U.S. Pro-
visional Application No. 62/086,530, filed Dec. 2, 2014,
entitled “Contextual Help within an Application,” both of
which are incorporated herein by reference 1n their entire-
ties.

BACKGROUND

Computer applications typically include some type of
help feature enabling a user to search for information about
how to perform various tasks within the application, solu-
tions to problems encountered while attempting to perform
a task, and the like. An application may provide a “help
button,” e.g., an 1icon, which a user can select to access a help
feature that includes a means of navigating to an appropriate
help topic. For example, a help feature may include an index
of help topics arranged 1n a hierarchical fashion such that the
user can navigate to a general topic, then navigate within
that to a more specific topic. A help feature may also include
a search function that allows a user to enter a search term
related to a particular task or subject.

SUMMARY

A high-level overview of various aspects of an embodi-
ment of the invention are provided here for that reason, to
provide an overview of the disclosure and to introduce a
selection of concepts that are further described in the
detailed-description section below. This summary 1s not
intended to 1dentify key features or essential features of the
claimed subject matter, nor 1s 1t intended to be used as an aid
in 1solation to determine the scope of the claimed subject
matter. In brief and at a high level, this disclosure describes,
among other things, ways to provide contextual help to a
user of an application.

At a high level, contextual help may be provided to a user
of an application 1n real time, 1.e., while the user is using the
application and has encountered a problem or difficulty
performing a task. The user’s actions while using the appli-
cation may be monitored, such that when the user requests
help, a determination can be made as to what task the user
1s attempting to perform within the application. Based on the
particular task at hand, appropriate contextual help may be
determined and may include a short-term solution to the
problem encountered by the user while performing the task,
1.€., an immediate solution enabling the user to complete the
task at hand. The user 1s thus provided with help informa-
tion, e.g., the immediate solution, which 1s tailored to the
problem without having to search or browse through help
menus. The contextual help may also include one or more
contextual long-term solutions to the problem, e.g., imnfor-
mation about available learning opportunities that would
improve the user’s proficiency at using the application to
perform the task at hand. Learming opportunities may
include classes, seminars, online tutorials, and the like.

A history of the user’s usage of the application may be
stored, including information 1dentifying the application, the
user, the user’s employer or institution, the user’s geo-
graphic location, which tasks the user performs within the

10

15

20

25

30

35

40

45

50

55

60

65

2

application, timestamps associated with the tasks, and the
like. A history may also be stored of learming opportunities
previously presented to, and/or availed by, the user. When a
user requests help within the application, the short-term
and/or long-term solutions provided to the user may be
based on any or all of the user’s current context within the
application, the user’s usage history, and prior learning
opportunities taken by, or provided to, the user. The short-
term and/or long-term solutions provided to the user may
also be based on usage history and performance of other
users with regard to the task at hand.

BRIEF DESCRIPTION OF THE SEVERAL
VIEWS OF THE DRAWINGS

Ilustrative embodiments of the present invention are
described in detail below with reference to the attached
drawing figures, and wherein:

FIG. 1 1s a block diagram of an exemplary computing
environment suitable for use with an embodiment of the
present invention;

FIG. 2 1s a diagram of an exemplary system for providing
contextual help suitable for use with an embodiment of the
present 1nvention;

FIG. 3 1s a flowchart depicting an exemplary method
suitable for use with an embodiment of the present mven-
tion; and

FIG. 4 15 a flowchart depicting another exemplary method
suitable for use with an embodiment of the present mven-
tion.

DETAILED DESCRIPTION

The subject matter of select embodiments of the present
invention 1s described with specificity herein to meet statu-
tory requirements. But the description 1tself 1s not intended
to define what we regard as our invention, which i1s what the
claims do. The claimed subject matter may be embodied 1n
other ways to include different steps or combinations of
steps similar to the ones described in this document, 1n
conjunction with other present or future technologies. Terms
should not be interpreted as implying any particular order
among or between various steps herein disclosed unless and
except when the order of individual steps 1s explicitly
described.

Embodiments may be embodied as, among other things:
a method, system, or set of instructions embodied on one or
more computer-readable media. Computer-readable media
include media 1mplemented {for storing information.
Examples of stored information include computer-useable
instructions, data structures, program modules, and other
data representations. By way of example, and not limitation,
computer-readable media may comprise computer storage
media. Computer-readable media include both volatile and
nonvolatile media, removable and nonremovable media, and
contemplate media readable by a database, a switch, and
various other network devices. Media examples include
hardware memory devices such as RAM, ROM, EEPROM,
flash memory or other memory technology, CD-ROM, digi-
tal versatile discs (DVD), holographic media or other optical
disc storage, magnetic cassettes, magnetic tape, magnetic
disk storage, and other data storage devices. These tech-
nologies can store data momentarily, temporarily, or perma-
nently. As used herein, computer-readable media do not
include signals per se.

Some embodiments are described herein 1 terms of
medical records processing systems, such as might be used
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in a hospital, doctor’s office, or other clinical setting. How-
ever, some embodiments of the invention are not limited to
any particular type of medical records processing systems,
nor are they limited to medical applications in general. An
embodiment may provide contextual help to users of other,
non-medically-related, types of applications.

In an embodiment, a physician utilizes a medical records
system to access a patient’s chart for information about
medications, treatment, vital signs, and the like. An exem-
plary task that may be performed by the physician is to use
a charting application to place a physician order for the
patient. Suppose the physician has difliculty in using the
application to place the order, such as not being able to
locate a desired patient, or some particular information about
the patient’s status. At that point, the physician may not
know how to proceed, and may accordingly request help,
¢.g., click on a help link or icon. In an embodiment, the
request for help does not 1dentity a particular help topic, but
rather 1s a general request for help. In some embodiments, a
user may have the option of either submitting a general help
request or navigating through a help menu to particular
topics before submitting a more specific help request.

In response to the request for help, the help system may
determine contextual information including information
about the physician, such as the identity of the physician,
which system the physician 1s using, which version of
application the physician 1s using, the physician’s geo-
graphic location, what language he or she 1s using, and the
like. The system may also determine which task the user 1s
trying to perform, e.g., place an order, and how the user got
to the point in the process at which he or she got stuck. The
contextual information 1s utilized to determine more spe-
cifically what the user needs help with, even though the
request may only be a generic request for help. For example,
the user may have opened patient records, performed a
patient search, opened a particular patient’s chart, and 1s
currently trying to place a basic order.

The information about the physician and the current task
may be tracked and stored in real time. In an embodiment,
when the user requests help, the information 1s utilized by a
help system that maintains and has access to additional
information related to the physician and his or her usage of
the application. The additional information maintained by
the help system may include historical records of the phy-
sician’s usage of the application for a given previous length
of time, such as actions performed within the application,
and learning opportunities related to the application that
have previously been accessed by, or provided to, the
physician. The help system may also have access to a
database that maps user tasks to short-term help, 1.¢., imme-
diate solutions to problems that may be encountered by users
of the application, as well as a mapping of user tasks to
long-term help, 1.e., learming opportunities available to users
that are related to the application, task and/or problem
encountered by the user.

In one embodiment, the help system provides help to the
user even when the user has not requested help. The system
may proactively determine that the user 1s experiencing a
problem, based on the information that 1s tracked in real
time. For example, the help system may determine that the
user has attempted the same task repeatedly without making,
progress. As another example, the help system may deter-
mine that the user 1s attempting to perform an action
prematurely, before some required information has been
entered, or before another prerequisite action has been
performed. Another example would be 1f the user performs
a sequence of actions that don’t typically belong together, or
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that do not accomplish anything. A further example would
be 11 the user 1s taking an 1nordinately long time to complete
a task. Other situations may also arise in which the user’s
actions 1ndicate the user 1s struggling with a task.

In one embodiment, the help system utilizes the currently-
tracked information about the physician, the task, and the
historical information, to 1dentity at least two types of help
information, 1.e., solutions, that are pushed to the user. A first
type of help information provided to the user 1s contextual
short-term help that provides an immediate solution to the
problem enabhng the user to get past the point at which he
or she 1s stuck in the current task. The short-term help
information may be based on the current contextual infor-
mation, such as which task the user 1s attempting to perform,
the point at which the user got stuck, the actions performed
by the user to get to that point, and the like.

A second type of help information provided to the user 1s
contextual long-term help, 1.e., indications of learning
opportunities related to the application, current task, and/or
problem encountered by the user. The long-term help may be
based on the user’s historical usage and performance data
for a given period of time, e.g., six months. Based on the
historical usage and performance data, the system may
determine that the user frequently has dithculties performing
the current task. In accordance with that determination, the
help system may provide recommendations of learning
opportunities related to the current task and/or problem.,
such as tutorials, web-based training, classes, social media
pages, online discussion forums, blogs, and the like. The
help system may also use the historical records of learming
opportunities previously accessed by, or recommended to,
the user, to avoid presenting redundant recommendations to
the user. For example, if the user’s performance does not
improve alter accessing a recommended learning opportu-
nity, better results may be achieved by recommending a
different type of learning opportumty. Additionally, the help
system may access usage records of other users to evaluate
which types of learning opportunities have proven most
helptul for the other users.

Automatically i1dentifying the current task the user is
attempting to perform, and providing the user with contex-
tual short-term and long-term help specifically related to the
task while the user 1s 1n the application and trying to perform
the task, 1s of great benefit to the user. Unlike a help function
that requires the user to spend time navigating to the
appropriate help topic, or entering search terms to locate the
approprate help topic, an embodiment of the present inven-
tion 1ncreases the user’s etliciency by immediately providing,
the solution to the user’s problem, 1.e., the appropriate help
information that will get the user past his or her point of
difliculty 1n the application. The user 1s thus able to complete
the current task more quickly without spending time manu-
ally tracking down a solution to the problem. Increased
elliciency 1s especially important in very busy environments.
As one example, a physician or other health practitioner in
a hospital setting may attend to a large number of patients.
The required documentation i1n such a setting 1s often
voluminous, requiring a great deal of the practitioner’s time
to complete. Even seemingly small reductions 1n the amount
of time spent using an application can add up to a significant
saving of time when multiplied by a large number of patients
or documents that are maintamned or processed with an
application.

While the short-term help provides an immediate solution
in the moment, the long-term help may require an i1nvest-
ment of time on the part of the user, such as taking a class
or working through an online tutorial, and so 1s not practical
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for the user to pursue while using the application. However,
utilizing a long-term solution at a later time enables the user
to become more proficient at using the application and
performing the tasks that the user has struggled with. Noti-
tying the user of contextual long-term learning opportumtles
while the user 1s using the application, and 1n particular
while the user 1s having a specific problem completing a
task, 1s ol great benefit. The user knows exactly which
problem the learning opportunities address, and 1s more
likely to appreciate and take advantage of learning oppor-
tunities when made aware of the association between the
learning opportunmitiecs and the problem he or she has
encountered 1n using the application. While the short-term
help reduces time spent performing a task by providing an
immediate solution to a problem, the long-term help enables
the user to become more knowledgeable and more proficient
with the application, thus reducing the need for the user to
request help during future usage of the application.

In a first aspect, a method 1s provided for supplying
contextual help to a user of an application. A problem
encountered by the user while using the application 1is
identified 1n real time. Identitying the problem may include
identifying the current user task, based at least on applica-
tion checkpoints encountered by the user. In response to
1dent1fy1ng the problem encountered by the user in real time,
the user 1s provided with short-term help and long-term help
that address the problem. The short-term and long-term help
may be i1dentified based at least in part on mappings that
associate user tasks with help information applicable to the
user tasks.

In a second aspect, a system 1s provided for supplying
contextual help to a user of an application. The system
includes one or more databases configured to store a history
of actions performed by a user over a given period of time
as checkpoints, a mapping ol checkpoints to user tasks, a
mapping of user tasks to short-term help immformation that
includes immediate solutions to problems associated with
the user tasks, and a mapping of user tasks to long-term help
information that includes learning opportunmities that address
the problems associated with the user tasks. The system also
includes one or more processing device configured to moni-
tor 1n real time the actions performed by the user 1n a current
usage session of the application, to 1dentify in real time a
problem encountered by the user while attempting to per-
form a user task, to provide to the user short-term help for
the problem, and to provide to the user an indication of
long-term help that addresses the problem.

In a third aspect, computer-readable media are provided
for facilitating a method of supplying contextual help to a
user of an application. Tasks performed by a user 1n an
application are monitored. A problem 1s 1dentified that is
encountered by the user while performing a task within the
application. Based at least in part on the task, short-term help
1s determined for the problem encountered by the user, and
long-term help 1s determined that addresses the problem
encountered by the user. While the user 1s using the appli-
cation, the short-term help for the problem 1s provided to the
user, and a recommendation of the long-term help that
addresses the problem 1s provided to the user.

Referring now to FIG. 1, an exemplary computing envi-
ronment (e.g., medical-information computing-system envi-
ronment) 1s depicted that 1s suitable for use with an embodi-
ment of the present invention. The 1illustrated computing,
environment 1s designated generally as computing environ-
ment 100. Computing environment 100 i1s merely an
example of one suitable computing environment and 1s not
intended to suggest any limitation as to the scope of use or
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functionality of the invention. Neither should computing
environment 100 be interpreted as having any dependency
or requirement relating to any single component or combi-
nation of components 1illustrated therein. Some embodi-
ments ol the present invention may be operational with
numerous other purpose computing system environments or
configurations. Examples of well-known computing sys-
tems, environments, and/or configurations that may be suit-
able for use with some embodiments of the present invention
include personal computers, server computers, hand-held or
laptop devices, multiprocessor systems, miCroprocessor-
based systems, set top boxes, programmable consumer elec-
tronics, network PCs, minicomputers, mainframe comput-
ers, distributed computing environments that include any of
the above-mentioned systems or devices, and the like.

Some embodiments of the present mmvention may be
described 1n the general context of computer-executable
instructions, such as program modules, embodied 1n com-
puter-readable media, being executed by a computer. Exem-
plary program modules comprise routines, programs,
objects, components, and data structures that perform par-
ticular tasks or implement particular abstract data types.
Some embodiments of the present invention may be prac-
ticed 1n distributed computing environments where tasks are
performed by remote processing devices that are linked
through a communications network. In a distributed com-
puting environment, program modules may be located in
association with local and/or remote computer storage media
(e.g., memory storage devices).

With continued reference to FIG. 1, computing environ-
ment 100 comprises a computing device 102 1n the form of
a server, also referred to as server 102. Although server 102
1s depicted 1n FIG. 1 as a single server, in some embodiments
server 102 includes multiple servers and/or devices that
function individually or together to perform the functions of
server 102. Exemplary components of server 102 comprise
a processing unit, internal system memory, and a suitable
system bus for coupling various system components, includ-
ing a data store 104, with server 102. The system bus may
be any of several types of bus structures, including a
memory bus or memory controller, a peripheral bus, and a
local bus, using any of a variety of bus architectures.
Exemplary architectures comprise Industry Standard Archi-
tecture (ISA) bus, Micro Channel Architecture (MCA) bus,
Enhanced ISA (FISA) bus, Video Flectromic Standards
Association (VESA) local bus, and Peripheral Component
Interconnect (PCI) bus, also known as Mezzanine bus.
Server 102 typically includes therein, or has access to, a
variety ol computer-readable media. In some embodiments,
computing device 102 1s a type of computing device other
than a server. Exemplary computing devices 100 include
other types of network devices, PCs, and the like.

In an embodiment, data store 104 comprises one or more
types of computer-readable media configured to store infor-
mation such as program modules, databases, and the like. In
some embodiments, data store 104 comprises one or more
processing devices configured to access or facilitate access
to the data stored therein. Data store 104 may also comprise
an electrical or electronic interface enabling communication
with server 102.

Server 102 may operate in a computer network 106 using
logical connections to one or more remote computers 108.
Remote computers 108 may be located at a variety of
locations 1 a medical or research environment, including
clinical laboratories (e.g., molecular diagnostic laborato-
ries), hospitals and other ipatient settings, veterinary envi-
ronments, ambulatory settings, medical billing and financial
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oflices, hospital administration settings, home healthcare
environments, and clinicians’ offices. Clinicians may com-
prise a treating physician or physicians; specialists such as
surgeons, radiologists, cardiologists, and oncologists; emer-
gency medical techmicians; physicians” assistants; nurse
practitioners; nurses; nurses’ aides; pharmacists; dieticians;
microbiologists; laboratory experts; laboratory technolo-
g1sts; genetic counselors; researchers; veterinarians; stu-
dents; and the like. Remote computers 108 may also be
physically located 1n nontraditional medical care environ-
ments so that the entire healthcare community may be
capable of integration on the network. Remote computers
108 may be personal computers, laptops, servers, routers,
network PCs, peer devices, other common network nodes, or
the like and may comprise some or all of the elements
described above 1n relation to server 102. The devices can be
PDAs, mobile phones, or other like devices. As described
above, some embodiments of the present invention are not
limited to medical applications. In some embodiments,
remote computers 108 may be located at locations 1in non-
medically related environments, e.g., businesses, schools,
and the like, and may be accessed by employees, students,
or other personnel associated with the particular locations
for using non-medically related applications.

Computer networks 106 may comprise local area net-
works (LANSs), personal area networks (PANS), and/or wide
area networks (WANSs). Such networking environments are
commonplace in oflices, enterprise-wide computer net-
works, intranets, and the Internet. When utilized 1n a WAN
networking environment, server 102 may comprise a
modem or other means for establishing communications
over the WAN, such as the Internet. In a networking envi-
ronment, program modules or portions thereof may be
stored 1n association with server 102, data store 104, or any
of the remote computers 108. For example, an application
program 110 that 1s usable by a clinician or other end user
may reside on any one or more of the remote computers 108,
and thus be executable by the remote computer 108. In an
embodiment, application 110 may be reside on, and
executed by, server 102 or another server, in which case
remote computer 108 would access application 110
remotely. It will be appreciated by those of ordinary skill in
the art that the network connections shown are exemplary
and other means of establishing a communications link
between the computers (e.g., server 102 and remote com-
puters 108) may be utilized.

In operation, an organization may enter commands and
information 1nto server 102 or convey the commands and
information to server 102 via one or more of the remote
computers 108 through input devices, such as a keyboard, a
microphone (e.g., voice inputs), a touch screen, a pointing,
device (commonly referred to as a mouse), a trackball, or a
touch pad. Other mput devices comprise satellite dishes,
scanners, or the like. Commands and information may also
be sent directly from a remote healthcare device to server
102. In addition to a monitor, server 102 and/or remote
computers 108 may comprise other peripheral output
devices, such as speakers and a printer. Although many other
internal components of server 102 and the remote computers
108 are not shown, such components and their interconnec-
tion are well known. Accordingly, additional details con-
cerning the internal construction of server 102 and the
remote computers 108 are not further disclosed herein.

Referring now to FIG. 2, an exemplary system for pro-
viding contextual help suitable for use with an embodiment
of the present invention 1s depicted, and 1s generally referred
to as system 200. System 200 includes a usage database 210,
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a task database 212, a short-term help database 214, a
long-term help database 216, a monitoring component 218,
an action query component 220, and a help manager com-
ponent 222.

In an embodiment, usage database 210 comprises one or
more data storage devices configured to store a history of the
user’s actions while using an application. The user’s actions
performed 1n real time may be stored 1n usage database 210,
which maintains the usage history for a given period of time.
For example, a user’s usage history may be maintained for
the past three months, six months, or other period of time.
Maintaining a record of usage history enables a user’s
performance and proficiency with the application to be
measured and evaluated to determine the user’s efliciency
and improvement over time, as well as other measures and
factors related to usage of the application. As one example,
timestamps may be stored in association with the user’s
actions when performing various tasks in the application.
The amount of time spent on a given task may be deter-
mined, based on the timestamps, for any time 1n the past at
which the user performed the task. Comparing the amount of
time spent on the task at an earlier point 1n time with the
amount of time spent on the task at a later point in time, such
as the present or within a short time period prior to the
present, may provide a measure ol the user’s proficiency
over time. A reduction 1n the amount of time spent performs-
ing the task may be viewed as an improvement in profi-
ciency and/or etliciency. As another example, determining
variations over time in how frequently the user requests help
while using the application may provide a measure of
proficiency and/or efliciency.

In an embodiment, the usage history is stored in the form
of checkpoint records. Checkpoints correspond to actions
performed by the user within the application. Every user
action may mmvoke a set of code, e.g., a function, routine, or
subroutine, or the like, within the application. Every time a
set of code 1s 1nvoked, a record identifying the set of code
(or 1dentifying a checkpoint associated with that set of code)
may be stored 1n the usage database as a checkpoint record,
indicating that the user invoked that particular functionality.
The checkpoint record may be a string of characters or
codified data recording which application the user 1s using,
an 1dentification of the user, an 1dentification of the client, a
location of the user, a timestamp of when the checkpoint
occurred, and the like. Any information that defines or 1s
associated with the user’s current usage context may be
stored. Additionally, usage database 210 may store a history
of short-term and long-term help provided to the user, and
which learning opportunities were availed by the user.

System 200 also includes a task database 212. In an
embodiment, task database 212 comprises one or more data
storage devices configured to store a mapping of check-
points to user tasks. A given user task within the application
may be defined by a minimum of two checkpoints. For two
or more checkpoints occurring in the current usage context,
the mapping of checkpoints to user tasks may be utilized to
determine which task the user 1s performing, or attempting
to perform.

System 200 also includes a short-term help database 214.
In an embodiment, short-term help database 214 comprises
one or more data storage devices configured to store a
mapping of tasks to short-term help, 1.e., to 1mmediate
solutions to problems that may be encountered by a user
while using the application. Based on the current task a user
1s attempting to perform, the mapping of tasks to short-term
help may be utilized to identity help information that
specifically addresses the user’s immediate need. Other
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contextual information from the usage database may also be
utilized to identily help mformation to provide to the user,
such as which application 1s being used, the platform, how
the user got to the current point 1n the application, 1.e., the
user’s actions or tasks that led up to the current point, how
the user got stuck at that point, and the like.

System 200 also includes a long-term help database 216.
In an embodiment, long-term help database 216 comprises
one or more data storage devices configured to store a
mapping of tasks to long-term help, 1.e., learning opportu-
nities that a user may utilize to become more proficient at
using the application and/or performing the task at hand.
Similar to the short-term help database, the mapping of tasks
to long-term help may be utilized to identity appropriate
learning opportunities, based on contextual usage 1nforma-
tion such as which application i1s being used, the current task
a user 1s attempting to perform, and the like. The learning
opportunities may include classes, seminars, online tutorials,
webinars, blogs, books, e-books, and the like, which are
available to the user. Although depicted 1n FIG. 2 as indi-
vidual databases, in some embodiments any or all of usage
database 210, task database 212, short-term help database
214, and long-term help database 216 may be contained
within a single database. As used herein, references to
storing or retrieving data to or from a particular data base,
such as usage database 210, does not imply that the database
1s necessarily separate from the other databases, but simply
identifies the particular type of data that 1s stored or
retrieved.

System 200 also includes a monitoring component 218
comprising one or more processing devices configured to
monitor the user’s usage of the program in real time.
Monitoring component 218 may be one or more servers,
similar to server 102 described above, or may be one or more
other types of computing devices that include one or more
features of remote computers 108. Monitoring component
218 may also include an electrical or electronic iterface for
communicating with external processing devices such as
data stores, computers, and the like. In an embodiment,
monitoring component 218 receives from the application,
which runs on a computing device such as a remote com-
puter 108, a notification of checkpoints that occur while the
user 1s using the application, and stores the checkpoints in
usage database 210. The information received from the
application may include data identifying the present context
of the usage, such as which application the user 1s using, an
identification of the user, an identification of the client, a
location of the user, a checkpoint that has occurred, and the
like. Any of the contextual usage information may be stored
by monitoring component 218 with the checkpoint 1mn a
checkpoint record.

System 200 also includes an action query component 220
comprising one or more processing devices configured to
query usage database 210. Action query component 220 may
be one or more servers, similar to server 102 described
above, or may be one or more other types of computing
devices including one or more features of remote computers
108. Action query component 220 may also include an
clectrical or electronic interface for communicating with
external processing devices such as data stores, computers,
and the like. In an embodiment, checkpoints for the current
application session are stored in action query component
220 (or stored by action query component 220 1n an asso-
ciated database) and utilized by action query component 220
to determine the current context of the application usage,
¢.g., who the user 1s, what system he/she 1s using, the
application version, the software and/or platform on which
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the application 1s executing, and the like. In an embodiment,
action query component 220 recerves the checkpoints for the
current application session directly from the application. In
one embodiment, action query component 220 receives the
checkpoints for the current application session from moni-
toring component 218.

Action query component 220 may also use the checkpoint
data, 1n conjunction with the task database, to determine
what the user 1s doing, 1.e., the task the user 1s performing
or attempting to perform, how the user got to the current
point 1n the application, 1.e., the user’s actions or tasks that
led up to the current point, and how the user got stuck at that
point. As described above, task database 212 stores a check-
point-to-task mapping enabling action query component 220
to look up tasks associated with specific checkpoints. In an
embodiment, action query component 220 also determines,
based on mformation retrieved ifrom usage database 210, a
measure of the user’s performance while using the applica-
tion. As described above, usage database 210 maintains the
usage history of a user for a given period of time. By
analyzing a user’s usage history that occurred over time,
action query component 220 may determine whether the
user’s performance has improved. The measure of the user’s
performance may be based on the amount of time spent
performing particular tasks, how frequently the user requests
help, whether the user repeatedly requests help for the same
task, whether the user has availed him/herself of learning
opportunities, and the like.

System 200 also includes a help manager component 222
comprising one or more processing devices configured to
provide the help information to the user. Help manager
component 222 may include one or more servers, similar to
server 102 described above, or may include one or more
other types of computing devices including one or more
teatures of remote computers 108. Help manager component
222 may also include an electrical or electronic interface for
communicating with external processing devices such as
data stores, computers, and the like. In an embodiment, help
manager 222 utilizes contextual information received from
action query component 220 to determine which short-term
and long-term help information to provide to the user. Help
manager 222 may also receive the help request from the
user, and 1mvoke action query component 220 to obtain the
contextual usage imnformation for the user’s current applica-
tion session.

Although depicted in FI1G. 2 as individual components, 1n
some embodiments the functionality of any or all of moni-
toring component 218, action query component 220, and
help manager component 222 may be contained within a
single component comprising one oOr more processing
devices configured to provide their respective functionali-
ties. The single component may comprise a single server or
computing device, or may comprise multiple servers or
computing devices, such that processing occurs in a distrib-
uted fashion. As used herein, references to the functionalities
of an mndividual component, such as monitoring component
218, do not imply that the component 1s necessarily a
separate device from the other components, but simply
identifies a particular type of functionality whether per-
formed by one or many devices. Additionally, 1t will be
appreciated by those of ordinary skill in the art that the
interconnections between components and databases
depicted 1 FIG. 2 are exemplary and do not imply that
separate devices are necessarily connected 1n a particular
fashion; rather, the interconnections as depicted represent
functional connections without regard to whether any or all
of the functionalities reside within a single or multiple
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physical computing devices. Other means of establishing
interconnections between the illustrated components and
databases may be utilized.

Referring now to FIG. 3, a tlowchart depicts an exemplary
method suitable for use with an embodiment of the present
ivention and 1s generally referred to as method 300.
Method 300 1s merely an example of one suitable method
and 1s not mtended to suggest any limitation as to the scope
of use or functionality of the invention. Neither should
method 300 be iterpreted as having any dependency or
requirement relating to any single component or combina-
tion of components illustrated therein.

At a step 310, a problem encountered by a user while
using an application 1s identified. In an embodiment, 1den-
tifying the problem includes 1dentifying a current user task
based on checkpoints i the application, which may be
accomplished by accessing a stored mapping that maps the
checkpoints 1n the application to user tasks. As described
above, the user’s actions performed 1n the application may
be tracked in real time and stored for the user’s current
session by an action query component such as action query
component 220, along with other information that provides
the current context of the user’s actions, such as which
application 1s being used, the platform, how the user got to
the current point 1n the application, 1.e., the user’s actions or
tasks that led up to the current point, how the user got stuck
at that point, and the like.

At a step 312, short-term help 1s provided to the user. As
described above, short-term help may be an immediate
solution enabling the user to complete the task at hand and
get past the point at which he or she 1s stuck 1n the current
task. In an embodiment, the short-term help information
may be based on the current contextual information associ-
ated with the user’s actions, icluding the current task. A
stored mapping may be accessed that maps user tasks to
contextual help nformation comprising immediate solu-
tions, 1.e., short-term help, to problems associated with the
user tasks. In an embodiment, the user task may be mapped
to a plurality of immediate solutions. In that event, the user
may be queried for an indication of which specific problem
he or she has encountered to refine the selection of short-
term help. When the 1indication 1s received from the user, the
short-term help may be 1dentified and provided to the user
based on that indication.

At a step 314, long-term help for the problem 1s provided
to the user. A stored mapping may be accessed that maps
user tasks to long-term help information such as information
designating or identifying learning opportunities that are
associated with the user tasks. In an embodiment, the
long-term help provided to the user includes a designation or
indication of a learning opportunity 1dentified at least 1n part
based on the current user task. In an embodiment, when the
current user task 1s mapped to a plurality of learning
opportunities, the indication of the learning opportunity is
turther i1dentified based on a measured eflectiveness of
individual learning opportunities. For example, usage
records of other users may be accessed to evaluate which
types ol learning opportunities have proven most helpful for
the other users, and the learming opportunities may be ranked
according to eflicacy, based on that historical usage data.
The measure of eflicacy for individual learning opportunities
may be based on the amount by which other users have
improved their proficiency at using the application subse-
quent to availing themselves of the learning opportunities.
The measure of eflicacy for individual learning opportunities
may also be based on feedback received from the other
users.
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Retferring now to FIG. 4, a flowchart depicts an exemplary
method suitable for use with an embodiment of the present
invention and 1s generally referred to as method 400.
Method 400 1s merely an example of one suitable method
and 1s not mtended to suggest any limitation as to the scope
of use or functionality of the invention. Neither should
method 400 be interpreted as having any dependency or
requirement relating to any single component or combina-
tion of components illustrated therein.

At a step 410, tasks performed by a user within an
application are monitored. The monitoring may be per-
formed by one or more servers via a network connection
with a computing device that 1s utilized by the user when
accessing the application. In an embodiment, notification of
checkpoints that occur while the user 1s using the application
are received from the application and stored for the user’s
current session by an action query component such as action
query component 220 described above. Contextual informa-
tion may also be recerved, such as which application the user
1s using, an 1dentification of the user, an 1dentification of the
client, a location of the user, a checkpoint that has occurred,
and the like. The checkpoint and contextual usage informa-
tion may be stored as a checkpoint record.

At a step 412, the current user task is identified based at
least on checkpoints, by accessing a stored mapping that
maps the checkpoints in the application to user tasks. As
described above with regard to FIG. 2, a task performed
within the application may be defined by a minimum of two
checkpoints. Based at least on two or more checkpoints that
have occurred 1n the current application session, the map-
ping of checkpoints to user tasks may be utilized to deter-
mine which task the user i1s performing, or attempting to
perform. Some or all of the contextual usage information
may also be used in determining the user task.

At a step 414, short-term help 1s determined for the
problem encountered by the user. In an embodiment, pro-
viding the short-term help 1includes accessing a stored map-
ping that maps user tasks to contextual help information,
which includes immediate solutions to problems associated
with the user tasks. Based at least on the current user task,
the mapping of user tasks to contextual help information
may be utilized to determine the short-term help. Some or all
of the contextual usage information, as well as historical
usage information for the user, may also be used 1n deter-
mining the short-term help. The current user task may be
mapped to a plurality of immediate solutions associated with
different aspects of the task. In that event, an indication may
be recerved from the user that refines the selection of the
immediate solution. The indication from the user may be
received 1n response to a query sent to the user as a result of
identifying several immediate solutions associated with the
task.

At a step 416, long-term help 1s 1dentified that addresses
the problem encountered by the user. In an embodiment, the
long-term help includes indications of learning opportunities
related to the application, current task, and/or problem
encountered by the user. The long-term help may be deter-
mined at least by accessing a stored mapping that maps user
tasks to designations of learning opportunities. Based at
least on the current user task, the mapping of user tasks to
designations of learning opportunities may be utilized to
identify the long-term help. Some or all of the contextual
usage information, as well as historical usage information
for the user or other users, may also be used in determining
the long-term help. In the event that the current user task 1s
mapped to a plurality of designations of learning opportu-
nities, the designation of the learning opportunity may be
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turther identified based on a ranking of the designations of
learning opportunities, wherein the ranking 1s based on a
measured eflectiveness of the learning opportunities.

At a step 418, the determined short-term help 1s provided
to the user. In an embodiment, the short-term help 1s
provided to the user 1n real time, or while the user 1s still at
a point 1n the application at which the problem occurred or
at which he or she i1s stuck. The short-term help may be
communicated to the application 1n a form that 1s useable for
presentation by the application, either pre-formatted or in a
form that the application 1s able to format for presentation to
the user. The short-term help may include instructions or

information directly addressing the user’s problem, or may
include one or more links to documents that provide the

short-term help. In addition, or as an alternative, to com-

municating the short-term help information to the applica-
tion, the short-term help information may be communicated
to the user via a web browser, an email, a text message, or
other application.

At a step 420, the 1dentified long-term help 1s provided to
the user. In an embodiment, the long-term help 1s provided
to the user 1n real time, or while the user 1s still at a point in
the application at which the problem occurred or at which he
or she got stuck. The long-term help may be communicated
to the application 1n a form that 1s useable for presentation
by the application, either pre-formatted or 1n a form that the
application 1s able to format for presentation to the user. The
long-term help may include instructions or information,
such as portions of a tutorial or manual that the user can save
for later use, or may include links or otherwise direct the
user to a source of the long-term help. Sources may include
online tutorials, webinars, classes (either online or 1 a
classroom), blogs, one-on-one coaching and the like. Similar
to the short-term help, the long-term help information may
also be communicated to the user via a web browser, an
email, a text message, or other application.

Many different arrangements of the various components
depicted, as well as components not shown, are possible
without departing from the scope of the claims below.
Embodiments of our technology have been described with
the mtent to be 1llustrative rather than restrictive. Alternative
embodiments will become apparent to readers of this dis-
closure after and because of reading 1t. Alternative means of
implementing the atlorementioned can be completed without
departing from the scope of the claims below. Certain
features and subcombinations are of utility and may be
employed without reference to other features and subcom-
binations and are contemplated within the scope of the
claims.

The 1nvention claimed 1s:
1. A method for providing contextual help to a user of an
application, comprising:

defining checkpoints within the application, wherein each
checkpoint 1s associated with a respective set of code
within the application, and wherein each set of code 1s
invokable by a corresponding user action;

receiving notifications of checkpoints that occur during a
current usage session of the application, wherein each
checkpoint that occurs corresponds to a set of code
invoked by a user action;

for each set of code that 1s invoked, storing a checkpoint
record 1dentifying the checkpoint associated with the
set of code, wherein the checkpoint record includes
information associated with a current usage context of
the user within the application;
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proactively 1identifying in real time a problem encountered
by the user while using the application, wherein 1den-
tifying the problem comprises:

using stored checkpoint records to determine the cur-

rent usage context of the application and a current
user task that 1s defined by at least two checkpoints
and that 1s mapped to a plurality of learning oppor-
tunities,

using the stored checkpoint records to determine an

occurrence of one or more of:
the user attempting the current user task repeatedly
without making progress,
the user attempting to perform an action prematurely,
the user performing a sequence of actions that do not
belong together,

the user performing a sequence of actions that do not

accomplish anything, or

the user failing to complete the current user task

within a given period of time; and
in response to proactively identifying in real time the
problem encountered by the user,

based at least 1n part on the current usage context and
the current user task, determining short-term help
that 1s specific to the problem encountered by the

user, wherein the short-term help comprises an
immediate solution to the problem for the current
usage session of the application, and wherein the
short-term help 1s determined at least in part from
a database that maps user tasks to short-term help
information,

providing the user with the short-term help for the prob-

lem: and

providing the user with a recommendation for long-
term help that addresses the problem, wherein the
long-term help comprises a learning opportunity
selected from the plurality of learning opportunities
as addressing the problem of the current user task for
other users, wherein the learning opportunity 1s
identified by comparing (1) an amount of time other
users spent completing the current user task before
availing themselves of at least one learming oppor-
tunity of the plurality of learning opportunities to (2)
an amount of time the other users spent completing
the current user task after availing themselves of the
at least one learning opportunity of the plurality of
learning opportunities, wherein when the amount of
time the other users spent completing the current
user task after availing themselves of the at least one
learning opportunity 1s reduced from the amount of
time the other users spent completing the current
user task before availing themselves of the at least
one learning opportunity, the at least one opportunity
1s associated with addressing the problem of the
current task for the other users.

2. The method of claim 1, wherein determining the current
user task based on the stored checkpoint records includes
accessing a stored mapping that maps the at least two
checkpoints to the user tasks.

3. The method of claim 2, wherein providing the short-
term help includes accessing a stored mapping that maps the
user tasks to contextual help information comprising a
plurality of immediate solutions to problems associated with
the user tasks.

4. The method of claim 3, wherein the short-term help 1s
provided to the user during the current usage session.
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5. The method of claim 3, comprising:

determining that the current user task 1s mapped to a

plurality of immediate solutions; and

receiving an 1ndication from the user that refines a selec-

tion of the immediate solution from the plurality of

immediate solutions that are mapped to the current user
task.

6. The method of claim 1, wherein providing the recom-
mendation for the long-term help includes accessing a stored
mapping that maps the user tasks to long-term help infor-
mation comprising a plurality of designations of the plurality
of learning opportumties associated with the user tasks,
wherein the recommendation for the long-term help that 1s
provided to the user comprises a designation of a learming,
opportunity identified at least 1in part based on the current
user task.

7. The method of claim 6, wherein when the current user
task 1s mapped to the plurality of designations of learning,
opportunities, the designation of the learning opportunity 1s
turther i1dentified based on a measured eflectiveness of
individual learning opportunities.

8. A system for providing contextual help to users of an
application, comprising:

one or more databases that store:

a history of actions performed by a user 1n the appli-
cation over a given period of time, wherein the
application comprises a plurality of sets of code,
wherein each set of code 1s associated with a respec-
tive checkpoint, and wherein the actions are stored
within the history as checkpoints associated with
respective sets of code invoked by the user,

a first mapping of checkpoints to user tasks, wherein
cach user task i1s defined by a minimum of two
respective checkpoints,

a second mapping of one or more of the user tasks to
short-term help information comprising immediate
solutions to problems associated with the one or
more user tasks in the second mapping, wherein for
cach user task in the second mapping, the second
mapping 1dentifies specific help information that
provides an immediate solution to a problem asso-
ciated with the user task, and

a third mapping of one or more of the user tasks to
long-term help mformation corresponding to a plu-
rality of learning opportunities available at a later
point in time that address the problems associated
with the one or more user tasks 1n the third mapping,
wherein for each user task in the third mapping, the
third mapping identifies a learning opportunity coms-
prising external learning material that pertains to

using the application with respect to the user task;
and
one or more processing devices configured to:
monitor 1n real time the actions performed by the user
in a current usage session of the application,
proactively 1dentify 1n real time a problem encountered
by the user while attempting to perform a first user
task, wherein the first user task 1s identified based at
least 1n part on using stored checkpoints in the
history of actions performed by the user to query the
first mapping ol checkpoints to the user tasks,
utilize the second mapping to 1dentity short-term help
that 1s mapped to the first user task,
provide to the user the short-term help for the problem
encountered by the user,
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utilize the third mapping to identily the plurality of
learning opportunities corresponding to the long-
term help information that 1s mapped to the first user
task, and

provide to the user a recommendation of a learming
opportunity selected from the plurality of learning
opportunities as addressing the problem of the first
user task for other users, wherein the learning oppor-
tunity 1s 1dentified by comparing (1) an amount of
time the other users spent completing the first user
task before availing themselves of at least one learn-
ing opportunity of the plurality of learning opportu-
nities to (2) an amount of time the other users spent
completing the first user task after availing them-
selves of the at least one learning opportunity of the
plurality of learning opportunities, wherein when the
amount of time the other users spent completing the
first user task after availing themselves of the at least
one learning opportunmity 1s reduced from the amount
of time the other users spent completing the first user
task before availing themselves of the at least one
learning opportunity, the at least one opportunity 1s
associated with addressing the problem of the first
user task for the other users.

9. The system of claim 8, whereimn the one or more
processing devices 1s further configured to utilize the stored
first mapping of checkpoints to user tasks to 1dentify the first
user task based on checkpoints from the current usage
session of the application.

10. The system of claim 8, wherein the third mapping of
the one or more of the user tasks to the long-term help
information 1s further configured to map the first user task to
the plurality of learning opportunities.

11. The system of claim 8, wheremn the plurality of
learning opportunities are ranked based on the evaluation.

12. The system of claim 11, wherein the one or more
processing devices 1s further configured to determine the
learning opportunity that addresses the problem based at
least 1n part on the rank of the plurality of learning oppor-
tunities.

13. One or more computer-readable media having embod-
ied thereon computer-useable instructions that, when
executed by one or more computing device, facilitate a
method for providing contextual help to a user of an appli-
cation, comprising:

monitoring checkpoints that occur while the user 1s using

the application, wherein the application comprises a
plurality of sets of code, wherein a respective check-
point 1s defined for each set of code, and wherein each
checkpoint that occurs corresponds to a set of code
invoked by a user action;

identifying tasks performed by the user in the application

based on the monitored checkpoints;

proactively identifying a problem encountered by the user

at which the user 1s stuck while performing a task;
determiming short-term help for the problem encountered
by the user;

determiming long-term help that addresses the problem

encountered by the user, wherein the long-term help
corresponds to a plurality of learning opportunities that
address the problem;

accessing historical records that identily a learning oppor-

tunity previously accessed by the user;

based on (1) the determined long-term help that addresses

the problem, (2) the historical records that identify the
learning opportunity previously accessed by the user,
and (3) a comparison of an amount of time other users
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spent completing the task before availing themselves of
at least one learning opportunity of the plurality of
learning opportunities an amount of time the other
users spent completing the task after availing them-
selves of the at least one learming opportunity of the
plurality of learning opportunities, determine a learning,
opportunity that was not previously accessed by the
user;

while the user 1s using the application,

A) providing the short-term help for the problem to the

user; and

B) providing to the user a recommendation of the long-

term help that addresses the problem, wherein the
long-term help comprises the determined learning
opportunity that was not previously accessed by the
user, wherein when the amount of time the other users
spent completing the current user task after availing
themselves of the at least one learning opportunity 1s
reduced from the amount of time the other users spent
completing the current user task before availing them-
selves of the at least one learning opportunity, the at
least one opportunity 1s associated with addressing the
problem of the current task for the other users.

14. The media of claim 13, wherein i1dentifying the
problem includes 1dentifying a current user task based on the
checkpoints 1n the application.

15. The media of claim 14, wherein identifying the current
user task based on the checkpoints 1 the application
includes accessing a stored mapping that maps the check-
points 1n the application to user tasks.
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16. The media of claim 15, wherein providing the short-
term help 1includes accessing a stored mapping that maps the
user tasks to contextual help information comprising imme-
diate solutions to problems associated with the user tasks,
wherein an immediate solution to the problem 1s 1dentified
at least in part on the current user task.

17. The media of claim 16, wherein when the current user
task 1s mapped to a plurality of immediate solutions, then
receiving an indication from the user that refines a selection
of the immediate solution from the plurality of immediate
solutions that are mapped to the current user task.

18. The media of claim 14, wherein determining the
long-term help includes accessing a stored mapping that
maps user tasks to designations of learning opportunities,
wherein the recommendation of the long-term help 1s 1den-
tified at least 1n part on the current user task.

19. The media of claim 18, wherein when the current user
task 1s mapped to a plurality of designations of learming
opportunities, a designation of the learning opportunity is
turther identified based on a ranking of the designations of
learning opportunities, wherein the ranking 1s based on the
comparison.

20. The media of claam 19, wherein a measured eflec-
tiveness of the plurality of learning opportunities 1s based at
least 1n part on one or more of:

A) an evaluation of usage records of the other users that
have availed themselves of the learning opportunities,
or

B) feedback received from the other users.
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